is captioned "Version with Markings to Show Changes Made." Consideration and approval of 
the amendments is therefore respectfully requested. 

If there are any questions regarding the foregoing, the Examiner may contact the 
undersigned at (513) 241-2324. 

If any other charges or credits are necessary to complete this communication, please apply 
them to Deposit Account 23-3000. 



Date 



Respectfully submitted, 

Scott A. Stinebruner 
Reg. No. 38,323 

WOOD, HERRON & EVANS, L.L.P. 
2700 Carew Tower 
441 Vine Street 
Cincinnati, Ohio 45202 
(513)241-2324 
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RECEIVED 





U.S. S/N 10/021203 



MAR 0 5 2002 

Technology Ce nter 2100 



February 18, 2002 



Version with Markings to Show Changes Made 



M\m 76 has been canceled without prejudice. The currently pending claims, 
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HtKnng the aforementioned amendments, are as follows: 

1. An apparatus, comprising: 

(a) first and second product support intelligent agents configured to 
perform product support operations in connection with a computer-related 
product; 

(b) a first agent platform configured to execute on a customer computer 
that utilizes the computer-related product; and 

(c) a product support program resident on a product support computer 
used in providing product support for the computer-related product, the product 
support program including a second agent platform, and the product support 
program configured to dispatch the first product support intelligent agent to the 
customer computer for execution by the first agent platform, and to initiate 
execution of the second product support intelligent agent by the second agent 
platform. 

2. The apparatus of claim 1, wherein the first and second product support agents 
e configured to communicate with one another, 

3. The apparatus of claim 1, wherein the first product support intelligent agent is 
>nfigured to execute on either of the first or second agent platforms. 
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4. The apparatus of claim 1, wherein the customer computer is the computer- 
related product. 

5. The apparatus of claim 1, wherein the computer related-product comprises at 
least one of an internal software component, an internal hardware component, an external 
software component and an external hardware component associated with the customer 
computer. 

6. The apparatus of claim 1, wherein each of the first and second product support 
intelligent agents is configured to perform a product support operation selected from the 
group consisting of monitoring operational data, collecting operational data, analyzing 
operational data, identifying an undesirable operational condition in the customer 
computer, selecting another intelligent agent to remedy the undesirable operational 
condition, creating another intelligent agent to remedy the undesirable operational 
condition, performing at least one task to remedy the undesirable operational condition, 
and combinations thereof. 

7. The apparatus of claim 1, wherein the first product support intelligent agent is 
configured to collect operational data associated with the computer-related product, and 
wherein the second product support intelligent agent is configured to analyze the 
operational data collected by the first product support intelligent agent to identify an 
undesirable operational condition for the computer-related product. 

8. The apparatus of claim 7, wherein the product support program is further 
configured to dispatch a remedy intelligent agent to remedy the undesirable operational 
condition. 
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1 9. The apparatus of claim 8, wherein the product support program is further 

2 configured to create the remedy intelligent agent. 

1 10. The apparatus of claim 9, wherein the product support program is further 

2 configured to publish the remedy intelligent agent with a distribution control that limits 

3 distribution of the remedy intelligent agent. 

1 11. The apparatus of claim 8, wherein the product support program is further 

2 configured to select the remedy intelligent agent from among a plurality of existing 

3 remedy agents. 

1 12. The apparatus of claim 8, wherein the product support program is configured 

2 to dispatch the remedy intelligent agent between product releases of the computer-related 

3 product. 

1 13. The apparatus of claim 1, wherein the second product support intelligent 

2 agent is configured to collect operational data from the customer computer while resident 

3 on the product support computer. 

1 14. The apparatus of claim 1, wherein the customer computer and the product 

2 support computer are coupled to one another over the Internet. 

1 15. The apparatus of claim 1, further comprising a cross-customer knowledge 

2 base including operational data associated with a plurality of customers, wherein the 

3 second product support intelligent agent is configured to analyze the operational data 

4 stored in the cross-customer knowledge base to identify an undesirable operational 

5 condition in the computer-related product. 
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16. The apparatus of claim 15, wherein the second product support intelligent 
agent is configured to analyze the operational data using logic selected from the group 
consisting of neural network logic, fuzzy logic, pattern matching logic, script logic, and 
combinations thereof. 

17. The apparatus of claim 1, wherein the first and second product support 
intelligent agents are associated with different vendors. 

18. A method of providing product support for a computer-related product, the 
method comprising: 

(a) dispatching a first product support intelligent agent from a product 
support computer to a customer computer to execute on a first agent platform 
resident on the customer computer to perform a first product support operation 
associated with the computer-related product; and 

(b) executing a second product support intelligent agent on a second agent 
platform resident on the product support computer to perform a second product 
support operation associated with the computer-related product. 

19. The method of claim 18, wherein the first and second product support agents 
are configured to communicate with one another when performing the first and second 
product support operations. 

20. The method of claim 18, wherein each of the first and second product support 
operations are selected from the group consisting of monitoring operational data, 
collecting operational data, analyzing operational data, identifying an undesirable 
operational condition in the customer computer, selecting another intelligent agent to 
remedy the undesirable operational condition, creating another intelligent agent to remedy 
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6 the undesirable operational condition, performing at least one task to remedy the 

7 undesirable operational condition, and combinations thereof. 

1 21. The method of claim 18, wherein the first product support intelligent agent is 

2 configured to collect operational data associated with the computer-related product, and 

3 wherein the second product support intelligent agent is configured to analyze the 

4 operational data collected by the first product support intelligent agent to identify an 

5 undesirable operational condition for the computer-related product. 

1 22. The method of claim 21, further comprising dispatching a remedy intelligent 

2 agent to at least one of the customer computer and the product support computer to 

3 remedy the undesirable operational condition. 

1 23. The method of claim 22, further comprising creating the remedy intelligent 

2 agent. 

1 24. The method of claim 23, further comprising publishing the remedy intelligent 

2 agent with a distribution control that limits distribution of the remedy intelligent agent. 

1 25. The method of claim 22, wherein dispatching the remedy intelligent agent 

2 occurs between product releases of the computer-related product. 

1 26. The method of claim 18, wherein the second product support intelligent agent 

2 is configured to collect operational data from the customer computer while resident on 

3 the product support computer. 

1 27. The method of claim 18, wherein the customer computer and the product 

2 support computer are coupled to one another over the Internet. 
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1 28. The method of claim 18, wherein the second product support intelligent agent 

2 is configured to analyze operational data stored in a cross-customer knowledge base to 

3 identify an undesirable operational condition in the computer-related product. 

1 29. The method of claim 28, wherein the second product support intelligent agent 

2 is configured to analyze the operational data using logic selected from the group 

3 consisting of neural network logic, fuzzy logic, pattern matching logic, script logic, and 

4 combinations thereof. 

1 30. The method of claim 18, wherein the first and second product support 

2 intelligent agents are associated with different vendors. 

1 31. A program product, comprising: 

2 (a) first and second product support intelligent agents configured to 

3 perform product support operations in connection with a computer-related 

4 product; 

5 (b) a first agent platform configured to execute on a customer computer 

6 that utilizes the computer-related product; 

7 (c) a product support program configured to reside on a product support 

8 computer used in providing product support for the computer-related product, the 

9 product support program including a second agent platform, and the product 

10 support program configured to dispatch the first product support intelligent agent 

1 1 to the customer computer for execution by the first agent platform, and to initiate 

12 execution of the second product support intelligent agent by the second agent 

13 platform; and 

14 (d) a signal bearing medium bearing the first and second product support 

15 agents, the first agent platform, and the product support program. 
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32. The program product of claim 31, wherein the signal bearing medium 
includes at least one of a transmission medium and a recordable medium. 

33. A method of providing product support for a computer-related product, the 
method comprising: 

(a) collecting operational data from a plurality of customer computers that 
utilize the computer-related product during operation of the plurality of customer 
computers; 

(b) identifying an undesirable operational condition associated with the 
computer-related product from the collected operational data; 

(c) creating a product support intelligent agent configured to remedy the 
undesirable operational condition; and 

(d) distributing the product support intelligent agent to at least first and 
second customer computers from the plurality of customer computers to remedy 
the undesirable operational condition in the first and second customer computers. 

34. - 56. (Canceled) 

57. A method of providing product support for a computer-related product, the 
method comprising: 

(a) collecting operational data from a plurality of customer computers that 
utilize the computer-related product during operation of the plurality of customer 
computers; 

(b) analyzing the operational data from the plurality of customer 
computers using at least one intelligent agent; and 
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8 (c) identifying as a result of the analysis an undesirable operational 

9 condition associated with the computer-related product in at least one of the 
10 customer computers. 

58. - 75. (Canceled) 

76. (Canceled) 

77. - 92. (Canceled) 



1 93. A method of providing product support for a computer-related product, the 

2 method comprising: 

3 (a) executing a first intelligent agent to perform a first task associated 

4 with remedying an undesirable operational condition associated with a customer 

5 computer that utilizes the computer-related product, wherein the first intelligent 

6 agent is provided by a first vendor that supplies a first component associated with 

7 the computer-related product; and 

8 (b) executing a second intelligent agent to perform a second task 

9 associated with remedying the undesirable operational condition, wherein the 

10 second intelligent agent is provided by a second vendor that supplies a second 

1 1 component associated with the computer-related product. 



94. - 104. (Canceled) 
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